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SEARCH A CUSTOMER DATABASE AND IDENTIFY 
A CUSTOMER DATABASE RECORD CORRESPONDING 
TO THE CALLER IDENTIFYING INFORMATION 
FOR EACH CONNECTED CALL 
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CALLER IDENTIFYING INFORMATION AND THE 
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DIRECT A CONNECTED CALL TO AN 
AVAILABLE AGENT BASED ON THE CALL 
PRIORITIZING INFORMATION FOR EACH 
CALL RECORD IN THE HOLD QUEUE 
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RETREIVE INFORMATION RELEVANT TO CALL PRIORITIZATION 

FROM EACH CUSTOMER RECORD CORRESPONDING TO EACH 
CONNECTED CALL AND ADD THE RETRIEVED INFORMATION TO 
THE CORRESPONDING CALL RECORD 
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INSERT EACH CALL RECORD INCLUDING CALLER 
IDENTIFYING INFORMATION AND PRIORITIZING 
INFORMATION INTO A HOLD QUEUE 
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DISPLAY A LIST OF CALL 
RECORDS IN THE HOLD QUEUE 
INCLUDING THE CALLER 
IDENTIFYING INFORMATION AND 
PRIORITIZING INFORMATION ON 
AT LEAST ONE AGENT DISPLAY 
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COMPARE THE PRIORITIZING 
INFORMATION FOR EACH CALL 
RECORD WITH AT LEAST ONE 
PREDETERMINED PRIORITIZATION 
ATTRIBUTE 
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DIRECT TO AN AVAILABLE AGENT 
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